Warm Handoffs

Warm handoffs are in-person transfers of care or information between professionals (e.g.,
clinicians, support staff) conducted directly in the presence of the patient or client. This method
fosters trust, ensures continuity of care, improves engagement, reduces no-shows, and
enhances safety by allowing immediate, transparent communication.

Key Components and Best Practices

o Direct Interaction: The initial provider introduces the individual directly to the next
provider, often in a shared physical or virtual space.

e Active Involvement: The individual in care is included in the conversation, allowing
them to hear, understand, ask questions, and correct information. If the individual can
talk about what they are looking for in the new worker that is helpful.

¢ Contextual Transfer: The first provider explains why the next provider can better
manage the specific condition, building rapport for the new relationship.

¢ As Quickly as Possible Transition: It reduces gaps in care by ensuring a smooth, often
instant, transfer during the same session or day.

Common Applications

¢ Healthcare/Mental Health: A primary care doctor introducing a patient to an on-site
counselor.

o Homeless Services: A shelter or outreach case manager connecting a client directly with
a housing specialist and housing case manager. A case manager connecting a person or
family with services and supports. (such as a case manager connecting a family with a
School Liaison)

Benefits
¢ Increased Engagement: Improves attendance at initial appointments, particularly in
behavioral health and transfer to housing case managment
¢ Enhanced Safety: Reduces risks associated with fragmented care.
e Trust Building: Transfers existing rapport or engagement from one provider to the next

Key elements to structure the warm handoff

Meeting between the Shelter/Outreach worker and Housing Case Management staff
with the perspective Tenant

Build bridge between workers and the participant, transfer engagement
Give the tenants an opportunity to talk about what they accomplished with outreach

or shelter and what they are looking to follow up on or begin working on. Identify
the successes and reinforce the progress.



Warm Handoffs in Services for Homeless People

Review of rights and responsibilities for housing

Develop the exit plan for RRH together making clear the structure of the program

Share info on what possible threats to stable tenancy may be

Review Case Manager’s role and review shelter/outreach’s program's role and tasks.
o Pass on and review the assessment, service plan, provide copies of case notes

Discuss what people can expect from the last worker — how will follow up be
handled? Are they available for a consult?

May set up weekly meetings to discuss new persons when you have regular referrals
from another program to yours

For participants who go to PSH or RRH, programs there should also be a worker
going to the team meeting



